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ABSTRAK 
 
Penelitian ini bertujuan untuk menganalisis hubungan antara tenant satisfaction 
atas shopping mall attributes dengan Word of Mouth (WOM) recommendation. 
Studi dilakukan pada Mal XYZ di Jakarta Barat, dengan sampel penelitian 
sebanyak 103 tenant yang telah 12 bulan menghuni kios di dalam Mal XYZ. 
Shopping mall attributes yang digunakan untuk diukur tingkat kepuasannya 
adalah merchandising, accessibility, services, dan atmosphere. Tingkat kepuasan 
tenant atas shopping mall attributes dianalisis menggunakan metode Importance 
Performance Analysis. Selanjutnya, tingkat kepuasan tenant atas shopping mall 
attributes tersebut dianalisis pengaruhnya terhadap WOM recommendation 
dengan metode regresi linear berganda. Hasil penelitian menunjukkan bahwa 
tingkat kepuasan tenant atas atribut merchandising dan accessibility memiliki 
pengaruh yang positif dan signifikan terhadap WOM recommendation, sedangkan 
tingkat kepuasan tenant atas atribut services dan atmosphere memiliki pengaruh 
yang positif tetapi tidak signifikan terhadap WOM recommendation. Namun, 
secara simultan tingkat kepuasan tenant atas shopping mall attributes memiliki 
pengaruh yang positif dan signifikan terhadap WOM recommendation. Tingkat 
kepuasan tenant atas atribut accessibility menjadi faktor dominan yang 
berpengaruh terhadap WOM recommendation.  
Kata kunci: shopping mall attributes, tenant satisfaction, dan word of mouth 
recommendation.  
 
 
                                                          
1
 Mahasiswa Program Studi Manajemen, Universitas Bakrie 
viii 
 
The Analysis of The Relationship Between Tenant Satisfaction on The 
Shopping Mall Attributes and Word of Mouth Recommendation 
(Study on XYZ Mall in West Jakarta) 
Titi Cahyaning Frank Yuriswadi
2 
 
 
 
ABSTRACT 
 
This study aims to analyze the relationship between tenant satisfaction on the 
shopping mall attributes and Word of Mouth (WOM) recommendation. This study 
is conducted on XYZ Mall in West Jakarta, with the sample as many as 103 
tenants who had rented the kiosk of XYZ Mall at least for 12 months. Shopping 
mall attributes that are used to be measured the level of satisfaction are 
merchandising, accessibility, services, and atmosphere. Tenant satisfaction levels 
on the shopping mall attributes are analyzed using Importance Performance 
Analysis method. Furthermore, tenant satisfaction levels on the shopping mall 
attributes are analyzed by these effects on WOM recommendation using multiple 
linear regression method. The results showed that tenant satisfaction levels on 
merchandising and accessibility have a positive and significant impact on WOM 
recommendation, while tenant satisfaction levels on services and atmosphere have 
a positive but not significant impact on WOM recommendation. However, 
simultaneously tenant satisfaction levels on shopping mall attributes have a 
positive and significant impact on WOM recommendation. Tenant satisfaction 
level on accessibility is the dominant factor affecting WOM recommendation. 
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